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Pengaruh  Emotional Marketing, Service Quality, dan Customer 
Relationship Management terhadap Customer  Loyalty melalui Customer 




Indonesia merupakan negara yang kaya akan kulinernya. Dan saat ini 
bisnis kuliner di Indonesia khususnya di kota Surabaya sangat di minati. 
Banyak sekali restaurant yang menyajikan menu makanan unik dan 
menarik, dan salah satunya makanan yang bercita rasa sangat pedas. Selain 
itu restaurant di kota Surabaya juga berlomba-lomba menjaga kesetiaan 
pelanggannya (Customer Loyalty)  dengan memberikan pelayanan yang 
mengesankan untuk menyentuh emosi konsumen baik dari segi pelayanan 
dan fasilitas restaurant itu sendiri agar konsumen selalu merasa puas. 
Penelitian ini bertujuan untuk mengetahui dan menjelaskan pengaruh  
Emotional Marketing, Service Quality, dan Customer Relationship 
Management terhadap Customer  Loyalty melalui Customer Satisfaction 
pada Rumah Makan Kober Mie Setan Surabaya. Teknik analisis data yang 
digunakan adalah SEM (Structural Equation Modelling) dan menggunakan 
program LISREL. 
Penelitian ini mengambil 200 responden sebagai sampelnya yang 
merupakan pelanggan Rumah makan Kober Mie Setan Surabaya dan  
bertempat tinggal di Surabaya dan berusia di atas 17 tahun. 
Kesimpulannya adalah Emotional Marketing berpengaruh signifikan 
terhadap Customer Satisfaction, Service Quality tidak berpengaruh 
signifikan terhadap Customer Satisfaction, Customer Relationship 
Management Marketing berpengaruh signifikan terhadap Customer 
Satisfaction, dan Customer Satisfaction berpengaruh Signifikan terhadap 
Customer loyalty pada Rumah Makan Kober Mie Setan Surabaya. 
 
Kata kunci: Emotional Marketing; Customer Relationship Management; 
Service Quality;  Customer Satisfaction; Customer Loyalty. 
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The Effect of Emotional Marketing, Service Quality, and Customer 
Relationship Management to Customer  Loyalty through Customer 





 Indonesia is a country rich in culinary. And this time the 
culinary business in Indonesia, especially in the city of Surabaya is in the 
interest. Lots of restaurant that serves food menu is unique and interesting, 
and one of them the food was very spicy flavor. In addition to the restaurant 
in the city of Surabaya are also vying to maintain its customer loyalty 
(Customer Loyalty) by providing services that impressive to touch the 
emotions of consumers both in terms of services and facilities restaurant it 
self so that consumers always feel satisfied. 
 This study aims to find out and explain the influence of 
Emotional Marketing, Service Quality, and Customer Relationship 
Management on Customer Loyalty through Customer Satisfaction at 
Restaurant Kober Mie Satan Surabaya. Data analysis technique used is 
SEM (Structural Equation Modeling) and using LISREL program. 
 This study took a sample of 200 respondents who are customers 
of Kober Mie Setan Surabaya, and lived in Surabaya and aged over 17 
years. 
 The conclusion is Emotional Marketing significant effect on 
Customer Satisfaction, Service Quality no significant effect on Customer 
Satisfaction, Customer Relationship Management Marketing significant 
effect on Customer Satisfaction and Customer Satisfaction to Customer 
Loyalty Significant influence on Restaurant Kober Mie Satan Surabaya. 
 
Keywords: Emotional Marketing, Customer Relationship Management, 
Service Quality,  Customer Satisfaction, Customer Loyalty. 
 
 
